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Evaluation the Reality of the Application of Total Quality Management in Hotels 
"A field Study on a Sample of Five-Star Hotels in Jordan" 


Dr Ibrahim Bazazo Dr . Ahmad Al-amira 


Abstract: 
It is generally recognized, that tourism constitutes a considerable economic activity for an 
area or a country. The need for effective customer services in modern hotel enterprises 
becomes top priority by the businessmen. 
The hotel managers, study and analyse continuously in every detail running tendencies of 
their sector, in order to provide to their customers, high quality services and hospitable 
installations with all modern comforts. 

Main objective and mission of hotel enterprises is the most excellent customer services, the 
greatest satisfaction of their expectations through the process of continuous improvement 
and upgrade of the offered services. 

This paper focuses on the determination of the meaning of customer services in a hotel and 
specifically it mentions the strategy of customer services. Moreover, we must mention the 
term of quality in hospitality, as well as the management of customers’ complaints. 

We summarize that hospitality enterprises by practicing service quality methods both 
maximize socio-cultural benefits for their customers, and lead to economic and sustainable 


growth. 
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In conclusion, this paper aims: 1) to provide the most advisable criteria for the quality 
evaluation of provided services in hotel enterprises, 2) to inform about customer retention 
in hotel enterprises, 3) to demonstrate the benefits that are obtained in a hotel enterprise 

from the growth of an effective system of customer services. 
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